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(54) System and method for retrieving customer information at a transaction center 



(57) A method and system for gathering and storing 
customer profile data when the customer accesses a 
website location. Dynamic content messages from com- 
pany marketing material are selected in accordance 
with the profile data and used to provide a customized 
webpage to the customer. In addition, a customer serv- 
ice representative can provide real-time updates to the 
customized webpage when the customer contacts a 
customer service representative to place a product or 
service order. 




CM 
< 

O 

CO 

If) 

CM 

in 

O) 

o 

Q. 
LU 




WEB BROWSER 



FIG. 1 



Printed by Jouve, 75001 PARIS (FR) 



1 

Description 

BACKGROUND OF THE INVENTION 

[0001] The present invention relates to the field of In- 
ternet communication, and more particularly to a meth- 
od and system for obtaining customer information 
through the customer's access to an Internet website. 
[0002] The importance of the Internet continues to ex- 
pand as both an information gathering tool and an elec- 
tronic commerce conduit. Consumers can access vari- 
ous websites to gather information as casual users or 
target particular sites to obtain information regarding the 
products and services they wish to purchase. Secure 
data lines, encryption techniques, and other various 
mechanisms exist to protect those consumers wishing 
to make purchases over the Internet's communication 
pathways. 

[0003] Despite these advancements, however, many 
of consumers still view Internet transactions and pur- 
chases with trepidation and skepticism. The reluctance 
to provide sensitive information and transaction security 
are among the biggest fears associated with electronic 
commerce via the Internet. Many people also feel that 
the risk of transmitting credit card account information 
is greater than the convenience such transactions pro- 
vide. 

[0004] Furthermore, consumers are also often uncer- 
tain as to whether an initiated purchase is actually com- 
pleted. E-mail or faxed confirmation messages are used 
to alleviate these concerns, but in some cases confir- 
mation is not certain until the product is received, the 
service is activated, or the purchase appears on the con- 
sumer's credit card statement. As such, most purchas- 
es, even those researched or initiated with the resourc- 
es of the Internet, are still completed with the aid of hu- 
man interaction and communication. 
[0005] A person researching a product or service, for 
example, will likely visit a website, and gather the infor- 
mation required to make a decision. Once the purchas- 
ing decision has been made, the customer contacts a 
transaction center by telephone to place an order. At the 
transaction center, a customer service representative 
(CSR) must interrogate the customer for information re- 
garding the customer's purchase, which often results in 
a duplication of effort at least from the customer's stand- 
point. The customer has already taken the time to look 
through the on-line catalogue and locate the desired 
product or service, and in doing so the customer may 
have provided other, less sensitive, information to gain 
access to the website, such as the customer's name, 
affiliation, address, and e-mail address. When the cus- 
tomer then contacts the CSR, he or she must repeat the 
effort and provide this information again to complete the 
desired transaction. 

[0006] One reason such duplication is necessary is 
that currently, when customers contact the transaction 
center, the CSR has limited access to a caller's identifi- 
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cation information. Caller Line ID (CLID), for example, 
can provide the CSR with the customer's name and tel- 
ephone number, but can do nothing to speed the re- 
sponse to a customer's particular need or purchase de- 
s sires. CLID information is stored at a public telephone 
network, then delivered and displayed at a receiving dis- 
play device when the call connection is completed. The 
company may also maintain a customer database to 
store the customer's ordering history or previous deal- 
10 jngs with the company When the customer calls and is 
identified, the CSR may access the database and view 
the customer's previous purchases. This feature allows 
a better and more complete interaction between the 
CSR and the customer, but would do nothing to identify 
'5 the particular purchase the consumer wishes to make. 
[0007] Interactive Voice Response (IVR) systems are 
also used by transaction centers to determine a custom- 
er's information and purchasing requirements or prefer- 
ences. These systems allow screening of customer calls 
20 through a series of commands initiated on a touch-tone 
phone. Generally, a customer is guided through a 
number of instructions and asked to make selections 
based upon his or her particular requirements. By 
screening the call and routing in accordance with the 
2S results, the CSR will have a better understand of the 
customer's requirements. The prevalence of IVR sys- 
tems and their limited capabilities, however, may be 
frustrating and unnecessarily time-consuming for the 
consumer when more direct human interaction is de- 
30 sired. 

[0008] Therefore, it is desirable to allow a CSR great- 
er and more readily available access to a customer's 
information and preferences. It is also desirable to per- 
mit a purchasing request, researched through the Inte- 
rs met, to be more readily acted upon when a call placing 
an order is received at transaction center. In addition, it 
is further desirable to allow the customer's information 
and preferences be used as a real-time customized 
marketing tool when the customer is in contact with the 
40 company's website. The tool would permit webpages, 
created in accordance to a customer's preferences, to 
be viewed by the customer when the company's website 
or related website location is visited. 

45 SUMMARY OF THE INVENTION 

[0009] Systems and methods consistent with this in- 
vention accomplish these goals and provide other ad- 
vantages by automatically collecting customer profile in- 

so formation when the customer accesses a company's 
website. In addition, systems and methods consistent 
with this invention transmit dynamic content messages 
to the website when the customer is in contact with the 
website. The dynamic content messages are selected 

55 in accordance with the profile information to present 
customized webpages for display on the customer's 
computer terminal. 

[0010] Specifically, a method for gathering customer 
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profile data consistent with this invention includes sev- 
eral steps. The steps include receiving a plurality of 
identification data from a user in communication with a 
website server; storing the plurality of identification data 
at a transaction center in communication with the server; 
and retrieving the information data when the user is in 
voice communication with the transaction center. 
[0011] Another method, consistent with this invention, 
for customizing a website in accordance with user profile 
information includes several steps. Initially, a plurality of 
user identification data is received and used to create a 
user profile. The user profile is retrieved from a profile 
database when a call from the user is received. There- 
after, the user profile is compared to marketing material 
maintained by the company and a dynamic content 
message is generated. A webpage is configured for dis- 
play by inserting the dynamic content message into the 
webpage. 

[0012] A system, consistent with the present inven- 
tion, for providing a customized webpage to a website 
maintained by a server apparatus, the system including 
a transaction center in data communication with the 
server apparatus. The transaction center including a da- 
tabase configured to store a customer profile; a switch, 
coupled to a receiver, configured retrieve the customer 
profile from the memory device when a call is received, 
and configured to route the customer profile to a com- 
puter workstation. The transaction center also including 
a communication device, coupled to the switch, and 
configured to place the customer in voice communica- 
tion with a customer service representative. The trans- 
action center also including a processor in data commu- 
nication with the computer workstation and configured 
to select a dynamic content message in accordance with 
data in the customer profile, and a transmitter, coupled 
to the computer workstation, configured to transmit the 
selected dynamic content message to the server appa- 
ratus. 

[0013] The summary and the following detailed de- 
scription should not restrict the scope of the claimed in- 
vention. Both provide examples and explanations to en- 
able others to practice the invention. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0014] The accompanying drawings, which form part 
of the detailed description, show embodiments of the in- 
vention and, together with the description, explain the 
principles of the invention. 

Fig. 1 is a block diagram of a communication system 
consistent with this invention; 

Fig. 2 is a sample screen showing the collection of 
customer information; 

Fig. 3 is a flowchart of the major steps of a method 
for collecting customer profile information consist- 
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ent with this invention; 

Fig. 4 is a flowchart of the major steps of a method 
for providing customize information messages in 
5 accordance with a customer profile consistent with 
this invention; 

Fig. 5 is a sample screen showing a webpage in- 
cluding static and dynamic content consistent with 
10 this invention; and 

Fig. 6 is a sample screen showing a webpage in- 
cluding bookmarks inserted by a customer service 
representative consistent with this invention. 

15 

DETAILED DESCRIPTION 

[001 5] Reference will now be made in detail to the pre- 
ferred embodiment of the invention, an example of 
20 which is illustrated in the accompanying drawings. 
Where appropriate, the same reference numerals refer 
to the same or similar elements. 

System Architecture 

25 

[0016] Fig. 1 is a block diagram communication sys- 
tem 100 for collecting customer profile information con- 
sistent with this invention. System 100 includes a user, 
or customer terminal 110, a user telephone 115, a web 
30 browser 1 20, a network service provider (NSP) appara- 
tus 130, and a transaction center 150. Customer termi- 
nal 110, transaction center 150, NSP apparatus 130, 
and web browser 120 are each coupled to a network 
140 representing the numerous information databases 
35 that comprise the Internet. While a direct communica- 
tion link is shown between network 140 and the various 
components, those skilled in the art will recognize that 
each component may be in data communication to the 
Internet via a public service telephone network (PSTN), 
40 a wireless switching fabric, or any equivalent link. In ad- 
dition, while NSP apparatus 130 is shown separately 
from transaction center 150, it may reside within the 
same physical location. 

[0017] Web browser 1 20 preferably resides with cus- 
45 tomer terminal 1 1 0 and may be any commercially avail- 
able browser device such as Internet Explorer from Mi- 
crosoft, Corp. or Netscape Navigator ™ from Netscape, 
Inc. NSP apparatus 1 30 is a server apparatus preferably 
operated by a conventional Internet service provider 
so (ISP) that can route search requests, provide Internet 
access, and maintain a company's webpage or website. 
[0018] Transaction center 1 50 represents a customer 
service center for receiving product or service purchase 
orders. It can be located at a company warehouse, as- 
55 sociated with a particular service center, or residing at 
a company's headquarters. Center 150, however, can 
include any facility or location that can receive and proc- 
ess product and service orders is consistent with the re- 
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quirements of this invention. Transaction center 150 in- 
cludes an Automated Call Distribution (ACD) device 
155, a CSR workstation 160, a CSR telephone terminal 
165, and a customer profile database 170. 
[0019] ACD device 1 55 receives and routes customer 
calls to the CSR telephone terminal 165. In addition, 
ACD device 155 retrieves customer profile information 
from profile database 170 and routes the particular cus- 
tomer profile data to CSR workstation 160 for display 
via a Computer Telephony Integration (CTI) link 175. 
ACD device 155 is a standard call-routing apparatus 
such as a Meridian 1 PBX from Northern Telecom, LTD. 
CSR workstation 160 is a standard, off-the-shelf com- 
puter terminal with Internet access capability that serves 
as a link to network 140. 

[0020] Database 170 is a customer profile database 
accessible by CSR workstation 160. Preferably, data- 
base 170 is maintained by a computing apparatus re- 
siding at the transaction center 1 50. Alternatively, data- 
base 1 70 resides in a remote location and is in data com- 
munication with the transaction center 150 through a 
communication link. Database 170 preferably includes 
an information storage apparatus or memory capable of 
storing, maintaining, and communicating customer pro- 
file information. 

[0021] This profile information may include any 
number of identifying characteristics, such as a custom- 
er name, address, company affiliation, e-mail address, 
phone number, customer account information, fax 
number, etc. In addition, the customer profile informa- 
tion may include other useful data, such as previous pur- 
chases and a listing of products and services currently 
owned by the customer. The products owned may be 
directly entered into the profile or may be products or- 
dered by the company, and therefore recorded or logged 
into the company's database. Further, the profile infor- 
mation includes any product selections the customer 
makes while visiting the website. 
[0022] If, for example, the customer selects a product 
from an on-line catalog, the selection is logged so that 
the CSR will know the product researched (i.e., through 
the selection of websites or catalog entries) or selected 
by the customer's actions while visiting the website 
when the transaction center is contacted. Any special- 
ized or customized features desired by the customer are 
also included in the profile information. 
[0023] Fig. 2 shows a sample screen for gathering 
customer profile information consistent with this inven- 
tion. The information gathering screen would preferably 
include an information field 21 0, a product ordering field 
220, and a contact field 230. Identification field 210 in- 
cludes a fill-in menu to input the customer's information, 
such as name, address, e-mail, and credit card number. 
Product order field 220 includes a listing of the products 
desired or selected by the customer's catalog selec- 
tions, for example, (i.e., three-line telephone and en- 
hanced feature adapter) and a list of the special features 
or services requested (i.e., call waiting, call display, vis- 



ual call waiting, and call forwarding). Finally, contact 
field 230 includes screen buttons 232, 234, and 236 that 
can be selected by the customer to initiate alternative 
purchasing options, such e-mail orders, mail orders, or 
s a call to a CSR. 

Information Gathering 

[0024] Fig. 3 is a flowchart of the major steps of a 

10 method 300 for collecting customer profile information 
consistent with this invention. When a customer access- 
es a company's website via network 1 40 to research a 
product or service purchase, information identifying the 
particular customer and the product desired is gathered 

15 by NSP apparatus 1 30. As shown in Fig. 2, the collection 
of customer profile information may be accomplished 
through a number of customer initiated input operations. 
Keyboard entries to pull down menus and text fields, as 
well as, mouse clicks of multiple choice check boxes or 

20 banner selections are examples of the type of customer 
input operations used to supply the identification infor- 
mation. Voice commands input to a microphone coupled 
to customer terminal 110 also may be used to provide 
the identification information. 

25 [0025] When the identification information is received 
from the user, it is logged and stored by web browser 
120 (Step 310). Web browser 120 logs the customer's 
input operations using a "cookie" or other information 
logging techniques that are known by those skilled in 

30 the art. In addition to the active input operations de- 
scribed above, the cookie may fog the customer's pas- 
sive activity (i.e., time spent viewing a particular web- 
page, entry through a particular banner, etc.) to gather 
information about the customer's interest. 

35 [0026] This logged information is transmitted to trans- 
action center 150 via NSP apparatus 130 and used to 
create a new or update an existing customer profile 
stored in customer profile database 170 (step 320). The 
customer terminal may be an off-the-shelf computer, 

40 set-top box with Internet access, or a television with In- 
ternet access. Customer terminal 110 preferably in- 
cludes a modem or like data communication device for 
transmitting the information and allowing the customer 
to access the Internet. Next, preferably while in data 

45 communication with the company's website, the cus- 
tomer initiates a call that is received by transaction cent- 
er 150 (Step 330). The call may be an Internet Protocol 
(IP) call placed by selecting a button displayed on the 
viewed webpage, or a standard telephone call initiated 

so by dialing transaction center 1 50 with telephone 1 1 5. 
[0027] Upon receiving the call, ACD device 155 
routes the call to CSR telephone terminal 165, thereby 
placing the customer and CSR in voice communication 
with one another. The voice communication may be ac- 

55 complished over a standard, wireless, or IP telephone 
link. In addition to routing the call, ACD device 155 uses 
associated identifying data included with the call to re- 
trieve the customer profile from profile database 1 70 via 
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CTI communication line 175 (step 340). Preferably, the 
incoming phone number is sufficient to identify the cus- 
tomer and retrieve the customer's profile. Other infor- 
mation such as CLID information could also be used to 
identify the customer initiating the call. Once retrieved, 
the customer profile is displayed for the CSR on CSR 
workstation 160 (Step 350). 

[0028] With this information the CSR has knowledge 
of the customer's desired product order and identifica- 
tion information. The customer, for example, may have 
selected a product and requested a particular setting or 
customized feature. The profile gives the CSR knowl- 
edge of the customer's particular desires once the pro- 
file is viewed. The CSR may update the profile with ad- 
ditional information while in voice communication with 
the customer (Step 360). The customer, to a limited de- 
gree, may also update the profile to change product set- 
tings or to activate and deactivate services. 
[0029] The additional information used by the CSR 
may include facts not derived from the initial information 
collection, but gleaned from the customer's telephone 
interaction with the CSR. A questionnaire or survey, for 
example, would allow the CSR gain insight into a cus- 
tomer's particular interest or attribute characteristics. 
The information obtained from the survey could include 
the customer's personal interest such as desired vaca- 
tion destinations, frequency of business travel, the cus- 
tomer's demeanor, desired product and service settings, 
etc. The survey could be conducted by the CSR or filled 
in by the customer when the website is visited. Once 
obtained, the additional information is added to the pro- 
file and used to better service the customer in the future. 

Customized Webpage Generation 

[0030] Customized marketing messages and adver- 
tisement banners included in the company's website are 
examples of how the profile information may be used to 
better serve the specific needs or interests of each cus- 
tomer. Fig. 4 is a flowchart illustrating a method 400 for 
providing customized information messages consistent 
with this invention. Once the profile is stored in profile 
database 1 70, it is used to create a webpage for view 
by the customer. 

[0031] When the customer contacts (i.e., visits or ac- 
cesses) the company website (Step 410), the customer 
profile is retrieved from profile database 1 70 by ACD de- 
vice 155 (Step 420). Webpages of the company's site 
displayed on customer terminal 110 will include both 
static and dynamic material. The static material acts as 
a template for the displayed webpage image and in- 
cludes, for example javascripts™, CGI scripts, JAVA™ 
applets, etc. These scripts have instructions for retriev- 
ing various dynamic content messages and displaying 
them on customer terminal 110 when the customer is 
viewing the company's website. To display the webpag- 
es on customer terminal 110, web browser 120 retrieves 
the static content (i.e., the website template) from NSP 



apparatus 1 30 and displays it on customer terminal 110 
(Step 430). 

[0032] To customize the website, the dynamic content 
messages are selected by comparing the customer pro- 

5 file with information within a company database. The 
company database contains a listing of the products and 
services offered by the company, related affiliations, or 
clients. In addition, the company database includes 
marketing information such as messages, new stories, 

10 specifications, etc., that relate to the products or servic- 
es offered. 

[0033] A comparison between the customer profile 
and the company database is performed to create a list- 
ing of products or services not currently owned or used 

15 by the customer (Step 440). Preferably, the customer 
profile includes a listing of services and products cur- 
rently possessed by the customer. This first comparison 
generates a product list that includes products within the 
company's database that are not currently owned by the 

20 customer and of potential interest to the customer. Any 
information or advertisement for previously purchased 
products would be a duplication, and therefore of little 
use to the customer. Likewise, if a customer has already 
purchased a particular product from the company, the 

25 comparison would identify products and services that 
could operate in conjunction with, or offer improvements 
over, the customer's current inventory of products and 
services. 

[0034] After the first comparison, the customer profile 

30 information and the product list are compared to mar- 
keting data within the company database. (Step 440). A 
comparison of these items identifies dynamic content 
messages in the marketing database of potential inter- 
est to the customer. Again, the customer's particular in- 

35 terests are obtained from the customer profile informa- 
tion previously gathered. The profile information would 
keep track of certain attitudes, interests, or preference 
attributes. For instance, customer that are eager to try 
new products and services may be distinguished from 

40 those that are more conservative in their willingness to 
experiment. The profile information is used, for exam- 
ple, to place the customer on a technology gradient that 
identifies their willingness to try new technology. The 
product or service may be specifically identified as 

45 "leading-edge" or "common -place and popular" de- 
pending upon the customer's gradient level and deter- 
mined preference type. 

[0035] Marketing messages may also be tailored 
along other scales or gradients derived from the profile. 

50 if, for example, a customer clicks rapidly through web- 
pages, the marketing messages selected would be 
short and to the point. Another customer spending a lot 
a time on a particular webpage may receive a longer 
and more detailed message. Again, the information re- 

55 fleeted in the profile determines the type of message se- 
lected. 

[0036] After the second comparison, the selected dy- 
namic content messages are retrieved from NSP appa- 
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ratus 1 30 (Step 460). The comparisons are performed 
by commands from the CSR to CSR workstation 160 or 
automatically by processor or server apparatus respon- 
sible for maintaining the marketing database. In addi- 
tion, by operating as the company's web server, NSP 
apparatus 1 30 could have access to the company data- 
base, and therefore retrieve the marketing data that 
comprises the dynamic content messages for the cus- 
tomized webpage. The CGI scripts, javascripts™ or 
JAVA™ applets transmitted with the static content in- 
clude commands for continually retrieving dynamic in- 
formation from NSP apparatus 1 30. Finally, the custom- 
ized webpage including the dynamic content messages 
is displayed on customer terminal 110 (Step 470). 
[0037] Fig. 5 is a sample screen showing a company 
webpage of static and dynamic content consistent with 
this invention. The dynamic content messages are rep- 
resented by articles label 510, 520, 530, and 540. Static 
content includes the remaining items and template 
structure of the webpage. 

[0038] While the embodiment shown in Fig. 4 depicts 
a method for supplying static and dynamic content mes- 
sages when the company website is revisited, identifi- 
cation information from first-time visitors can be stored 
and used to create the customer profile and subsequent 
customized webpages. In addition, the static material 
and dynamic content messages could be supplied to the 
website and displayed on customer terminal 110 when 
the CSR is in voice communication with the customer 
[0039] Based on interaction with the customer, the 
CSR could select or "cue-up" webpages for the custom- 
er to review, either as they are speaking to the CSR or 
at a later time. To accomplish this feature, the CSR in- 
serts a Universal Resource Locator (URL) bookmark in- 
to a special section of the customer's profile. The URL 
bookmark is read by web browser 120, inserted into the 
script corresponding to the static content template, and 
displayed on customer terminal 110. The customer 
would view the cued webpage by selecting the book- 
mark with a mouse or keyboard input. 
[0040] Fig. 6 is a sample screen showing a webpage 
including bookmarks inserted by a customer service 
representative consistent with this invention. In Fig. 6, 
bookmarks 610 represent the URL bookmark selected 
and inserted by the CSR. Once accessed, the URL 
could be automatically deleted or deleted after a set 
time. 

Conclusion 

[0041] Systems and methods consistent with this in- 
vention provide for the gathering and storage of custom- 
er profile data, thereby allowing better customer service 
to be achieved. The profile data is used to select dynam- 
ic content messages that can be displayed for the cus- 
tomer via the company's website. Those skilled in the 
art will recognize that various modifications and varia- 
tions can be made in the preceding examples without 



departing from the scope or spirit of the invention. 
[0042] The specification does not limit the invention. 
Instead it provides examples and explanations to allow 
persons of ordinary skill to appreciate different ways to 
s practice this invention. The following claims define the 
true scope and spirit of the invention. 



Claims 

10 

1 . A method of automatically providing customer infor- 
mation to a customer service representative com- 
prising the steps of: 

*5 receiving a plurality of identification data from 

a user in data communication with a website 
server; 

storing the plurality of identification data at a 
transaction center in data communication with 
20 the server; and 

displaying the identification data the customer 
service representative when the customer is in 
voice communication with the transaction cent- 
er. 

25 

2. The method of claim 1, wherein the transaction 
center includes a profile database and wherein the 
step of storing includes the substeps of 

30 creating a user profile in accordance with the 

plurality of received identification data; and 
storing the user profile in the profile database. 

3. The method of claim 2, wherein the step of display- 
's jng includes the substeps of 

receiving a call and associated identifying infor- 
mation from the user; 

retrieving the user profile from the profile data- 
40 base in accordance with the associated identi- 

fying information; and 

displaying the user profile for a customer serv- 
ice representative. 

45 4. The method of claim 3, wherein the step of receiving 
the call includes the substep of 

routing the call to place the user in voice com- 
munication with the customer service representa- 
tive. 

so 

5. The method of claim 4, wherein the step of display- 
ing the user profile includes the substep of 

displaying the customer profile on a customer 
service representative terminal while the customer 
55 is in voice communication with the customer service 
representative. 

6. The method of claim 5 further including the step of 
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adding information to the profile while the user 
is in voice communication with the customer service 
representative. 

7. The method of claim 6, wherein the website server 
is in data communication with a user terminal hav- 
ing a web browser, wherein the step of receiving the 
plurality of identification data includes the substeps 
of 

receiving a user input action through an input 
means coupled to the user terminal; 
logging the user input action with the web 
browser; and 

transmitting a plurality of input actions to the 
transaction center via the website server. 

8. A method for customizing a website in accordance 
with user profile information comprising the steps 
of: 

receiving a plurality of user identification data; 
creating a user profile corresponding to the plu- 
rality of user identification data received; 
retrieving a user profile from a profile database; 
generating a dynamic content message by 
comparing the user profile with a plurality of 
company marketing material; and 
configuring a webpage to include the dynamic 
content message. 

9. The method of claim 8, wherein the profile database 
resides at a transaction center, and wherein the 
step of retrieving includes the substeps of 

receiving, at the transaction center, a call and 
associated identifying information from the us- 
er; 

routing the call to place the user in voice com- 
munication with a communication device; 
retrieving the user profile from the profile data- 
base in accordance with the identifying infor- 
mation; and 

displaying the customer profile on a customer 
service terminal. 

10. The method of claim 9, wherein the user profile in- 
cludes a list of products owned by the user, wherein 
the plurality of company marketing material in- 
cludes a list of products offered by the company, 
and wherein the step of generating includes the 
substeps of 



product list to the plurality of company market- 
ing material; and 

selecting a number of messages from the plu- 
rality of company marketing material in accord- 
5 ance with the comparing steps. 

11. The method of claim 10, wherein the step of config- 
uring the webpage includes the substeps of 

10 transmitting a script to a web browser; 

retrieving the dynamic content message from a 
server in data communication with the web 
browser; 

inserting the dynamic content message into a 
*s webpage template generated by the script; and 

configuring the webpage template and inserted 
dynamic content message for display. 

12. The method of claim 11 , wherein the step of config- 
20 uring the webpage template and inserted dynamic 

content message further includes the substep of 

inserting a bookmark corresponding to a web- 
site selected by the customer service representa- 
tive into the template. 

25 

1 3. The method of claim 1 2, further including the step of 

displaying the webpage on a user terminal 
display. 

30 14. A system for customizing a website in accordance 
with user profile information the system having a 
transaction center, the transaction center compris- 
ing: 

35 means for receiving a plurality of user identifi- 

cation data; 

means for creating a user profile corresponding 
to the plurality of user identification data re- 
ceived; 

40 means for retrieving a user profile from a profile 

database; 

means for generating a dynamic content mes- 
sage by comparing the user profile with a plu- 
rality of company marketing material containing 
45 a number of messages relating to the products 

offered by the company; and 
means for configuring a webpage to include the 
dynamic content message. 

so 15. The system of claim 14, wherein the profile data- 
base resides at a transaction center, and wherein 
the means for retrieving includes 

means, at the transaction center, for receiving 
a call and associated identifying information 
from the user; 

means for routing the call to place the user in 
voice communication with a communication de- 



comparing the list of products owned to the list 
of products offered to create a marketed prod- 55 
uct list corresponding to products offered by the 
company and not in the customer profile; 
comparing the user profile and the marketed 
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vice; 

means for retrieving the user profile from the 
profile database in accordance with the identi- 
fying information; and 

means for displaying the customer profile on a 
customer service terminal. 

16. The system of claim 15, wherein the user profile in- 
cludes a list of products owned by the user, wherein 
the plurality of company marketing material in- 
cludes a list of products offered by the company, 
and wherein the means for generating includes 

means for comparing the list of products owned 
to the list of products offered to create a mar- 
keted product list, the marketed product list cor- 
responding to products offered by the company 
and not owned by the user; 
means for comparing the user profile and the 
marketed product list to the number of market- 
ing messages within the plurality of company 
marketing material; and 
means for selecting a marketing message from 
the number of marketing messages. 

17. The system of claim 16, wherein the user profile in- 
cludes a plurality of preference attributes, and 
wherein the means for selecting includes 

means for grading the plurality of preference at- 
tributes to determine a customer preference 
type; and 

means for selecting the marketing messages in 
accordance with the determined customer pref- 
erence type. 

1 8. The system of claim 1 7, wherein the means for con- 
figuring the webpage further includes 

means for transmitting a script to a web brows- 
er; 

means for retrieving the dynamic content mes- 
sage from a server in data communication with 
the web browser, wherein the retrieved dynam- 
ic content message corresponds to the select- 
ed marketing messages; 
means for inserting the dynamic content mes- 
sage into a webpage template generated by the 
script; and 

means for configuring the webpage template 
and inserted dynamic content message for dis- 
play on a user terminal. 

19. The method of claim 18, wherein the means for con- 
figuring the webpage template and inserted dynam- 
ic content message further includes 

means for inserting a bookmark correspond- 
ing to a website selected by the customer service 



representative into the template. 

20. In a system for providing a customized webpage to 
a website maintained by a server apparatus, the 

5 system including a transaction center in data com- 
munication with the server apparatus, the transac- 
tion center comprising: 

a database configured to store a customer pro- 
10 file; 

a switch, coupled to a receiver, configured to 
retrieve the customer profile from the database 
when a call is received, and to route the cus- 
tomer profile to a computer workstation; 
15 a communication device, coupled to the switch, 

and configured to place the customer in voice 
communication with a customer service repre- 
sentative; 

a processor in data communication with the 
20 computer workstation and configured to select 

a dynamic content message in accordance the 
customer profile; and 

a transmitter coupled to the computer worksta- 
tion and configured to transmit the selected dy- 
25 namic content message to the server appara- 

tus. 

21. The system of claim 20 further including a customer 
terminal in data communication with the server ap- 

30 paratus including, the customer terminal 

an input device configured to input user identi- 
fication information in accordance with a user 
action; 

35 a web browser stored in the customer terminal 

configured to receive the identification informa- 
tion from the input device; and 
a transmitter configured to place the web 
browser in data communication with the server. 

40 

22. The system of claim 21 , wherein the customer pro- 
file includes a list of products owned by the custom- 
er, and wherein the processor further includes 

45 means for storing a plurality of marketing ma- 

terial having a list of products offered by the 
company; 

means for comparing the list of products owned 
to the list of products offered to create a mar- 
so keted product list corresponding to products of- 
fered by the company and not in the customer 
profile; 

means for comparing the user profile and the 
marketed product list to the plurality marketing 
55 material; and 

means for selecting a number of messages 
from the plurality of marketing material. 
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23. The system of claim 22, wherein the customer pro- 
file includes a plurality of customer preference at- 
tributes, and wherein the means for selecting in- 
cludes 

5 

means for grading the plurality of preference at- 
tributes to determine a customer preference 
type; and 

means for selecting the marketing messages in 
accordance with the determined customer pref- 10 
erence type. 

24. The system of claim 23, wherein the transaction 
center further includes 

15 

means for configuring a webpage template for 
display; and 

means for inserting a bookmark corresponding 
to a website into the template. 

20 

25. A transaction center comprising: 

means for receiving a plurality of user identifi- 
cation data; 

means for creating a user profile corresponding 25 
to the plurality of user identification data re- 
ceived; 

means for retrieving a user profile from a profile 
database; 

means for generating a dynamic content mes- 30 
sage by comparing the user profile with a plu- 
rality of company marketing material containing 
a number of messages relating to the products 
offered by the company; and 
means for configuring a webpage to include the 35 
dynamic content message. 

26. A transaction center in data communication with 
server apparatus comprising: 

40 

a database configured to store a customer pro- 
file; 

a switch, coupled to a receiver, configured to 
retrieve the customer profile from the database 
when a call is received, and to route the cus- 45 
tomer profile to a computer workstation; 
a communication device, coupled to the switch, 
and configured to place the customer in voice 
communication with a customer service repre- 
sentative; 50 
a processor in data communication with the 
computer workstation and configured to select 
a dynamic content message in accordance the 
customer profile; and 

a transmitter coupled to the computer worksta- 55 
tion and configured to transmit the selected dy- 
namic content message to the server appara- 
tus. 
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